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Social Security Administration § 411.615 

§ 411.597 Will SSA periodically review 
the outcome payment system and 
the outcome-milestone payment sys-
tem for possible modifications? 

(a) Yes. We will periodically review 
the system of payments and their pro-
grammatic results to determine if they 
provide an adequate incentive for ENs 
to assist beneficiaries to enter the 
work force, while providing for appro-
priate economies. 

(b) We will specifically review the 
limitation on monthly outcome pay-
ments as a percentage of the payment 
calculation base, the difference in total 
payments between the outcome-mile-
stone payment system and the out-
come payment system, the length of 
the outcome payment period, and the 
number and amount of milestone pay-
ments, as well as the benefit savings 
and numbers of beneficiaries going to 
work. We will consider altering the 
payment system conditions based upon 
the information gathered and our de-
termination that an alteration would 
better provide for the incentives and 
economies noted above. 

Subpart I—Ticket to Work Program 
Dispute Resolution 

DISPUTES BETWEEN BENEFICIARIES AND 
EMPLOYMENT NETWORKS 

§ 411.600 Is there a process for resolv-
ing disputes between beneficiaries 
and ENs that are not State VR 
agencies? 

Yes. After an IWP is signed, a process 
is available which will assure each 
party a full, fair and timely review of a 
disputed matter. This process has three 
steps. 

(a) The beneficiary can seek a solu-
tion through the EN’s internal griev-
ance procedures. 

(b) If the EN’s internal grievance pro-
cedures do not result in an agreeable 
solution, either the beneficiary or the 
EN may seek a resolution from the PM. 
(See § 411.115(k) for a definition of the 
PM.) 

(c) If either the beneficiary or the EN 
is dissatisfied with the resolution pro-
posed by the PM, either party may re-
quest a decision from us. 

§ 411.605 What are the responsibilities 
of the EN that is not a State VR 
agency regarding the dispute reso-
lution process? 

The EN must: 
(a) Have grievance procedures that a 

beneficiary can use to seek a resolution 
to a dispute under the Ticket to Work 
program; 

(b) Give each beneficiary seeking 
services a copy of its internal griev-
ance procedures; 

(c) Inform each beneficiary seeking 
services of the right to refer a dispute 
first to the PM for review, and then to 
us for a decision; and 

(d) Inform each beneficiary of the 
availability of assistance from the 
State P&A system. 

§ 411.610 When should a beneficiary 
receive information on the proce-
dures for resolving disputes? 

Each EN that is not a State VR agen-
cy must inform each beneficiary seek-
ing services under the Ticket to Work 
program of the procedures for resolving 
disputes when— 

(a) The EN and the beneficiary com-
plete and sign the IWP; 

(b) Services in the beneficiary’s IWP 
are reduced, suspended or terminated; 
and 

(c) A dispute arises related to the 
services spelled out in the beneficiary’s 
IWP or to the beneficiary’s participa-
tion in the program. 

§ 411.615 How will a disputed issue be 
referred to the PM? 

The beneficiary or the EN that is not 
a State VR agency may ask the PM to 
review a disputed issue. The PM will 
contact the EN to submit all relevant 
information within 10 working days. 
The information should include: 

(a) A description of the disputed 
issue(s); 

(b) A summary of the beneficiary’s 
position, prepared by the beneficiary or 
a representative of the beneficiary, re-
lated to each disputed issue; 

(c) A summary of the EN’s position 
related to each disputed issue; and 

(d) A description of any solutions 
proposed by the EN when the bene-
ficiary sought resolution through the 
EN’s grievance procedures, including 
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